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1. Pur pose and Scope. This chapter describes program policy
for custonmer service. The DEEOQ C custoner service policy affirns
the DEEAO C commtnent to serving its custonmers with excellence.
It is consistent with long-termgoals stated in or by the DEEQ C
operational plan. It reiterates DEEOC s responsibility to work
wth its custonmers to inprove the practical value of the

i nformation, services, products, and distribution nmechanisns it
provides. This policy serves as a remnder to all DEEQ C

enpl oyees of the inportance of interacting proactively with
custoners, identifying their needs, and integrating these needs

i nto DEEQ C program pl anni ng and i npl enent ati on.

2. DEEAQ C Standards for Custoner Service. The highest |evel of
custoner service is expected in all dealings with individuals
conducting business with the DEEO C. As representatives of the
DEEQ C, all staff nenbers are expected to be courteous,

prof essional, flexible, honest and hel pful. Operational plan

st andards have been inplenented to neasure the perfornmnce,
responsi veness and tineliness of the program

3. DEEQ C Custoner Service Goals.

a. DEEO C custoners are satisfied with our services.

b. DEEQ C services are delivered to custoners in a tinely
and accurate manner.

C. Custoner needs are integrated into program planni ng and
product devel opnent.

4. Tel ephone skills. Effective telephone skills are one of the
keys to providing accurate, courteous, and tinely information to
callers. DEEQ C staff talk to claimants, nurses, doctors, health
care providers, enployer organizations, governnental
organi zati ons, and others on a daily basis. The goal should be
to handle DEEO C inquiries in a professional and pl easant (non-
def ensi ve) manner:

a. Answer the tel ephone when it rings. Al DEEQ C
personnel are expected to answer the tel ephone and provide
pronpt, informative responses;

b. Identify the caller’s needs and answer questions
accurately;

C. Keep conversations brief but provide accurate,
courteous, and tinely information;
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4. Tel ephone Skills (Continued)

d. Encourage individuals to wait for DEEOC s witten or
oral response before calling again;

e. G ve callers an accurate estimte of when a return cal
will be attenpted, if necessary.

f. Oten claimants will request clarification of issues

t hrough the Resource Centers. It is inperative that answers

to questions regardi ng DOL procedures and case specific

i ssues are handled by the DO The Resource Centers mnust
forward all such calls to the DO for response. The CE or
ot her individual answering these calls nmust provide an

i mredi at e response to any calls forwarded. For additional
instructions regarding the role of the Resource Centers,
revi ew t he Resource Center Mnual

5. Witing skills. DEEQ C staff nmenbers nust use appropriate
witing skills in all correspondence. Witten comunication nust
be cl ear, concise and instructional. Mreover, the CEis to
refrain fromany confrontational |anguage within the body of any
witten communi cation. Specific skills that a CE should use

i ncl ude:

a. Use reader-oriented witing. Wite for the custoners,
not for other governnent enpl oyees. Avoid using acronyns
within the body of witten correspondence. Revi ew
correspondence before issuance to elimnate grammti cal
spel ling or other technical errors;

b. Use natural and non-adversarial expressions. To the
extent possible, wite conversationally. Wite with
comonl y used words;

C. Make docunents visually appealing. Present text in a
way that highlights the main points to be communicated. Use
itens such as bullets or nunerical |ists when providing

instructions or identifying deficiencies. Avoid |engthy
narrative expl anati ons.

d. Tailor the letter to the specific situation or issue.
Do not use lengthy, “laundry list,” boilerplate |etters when
only certain information is being requested or provided.
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